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Jean-Michel Tardieu, et autres: Marketing et gestion des services, Chiron, Paris, 2004, P.22.23. t 
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feAbY UAGAIA Kpy Oi Gok yA GRP IF K Gide O58 GF Rf 11 Gs GKLBX GY 
Y UZIOIEE EAA yO A KGPI ARK OA GPAs KEG Diki HABpABIHS GHZ 
Dif Gad KGS LE OAnitaif GF 2 tneb Lei CBU ZGIeAp 
 JEAESINGH IT FEROENUE/C 
NUT Ed fipord OckP yf 5 A Rf D2 Gar Oa Af y AUF OSKUAG AF fe 
LaihgunAt @ iG YGpOss a Rf AAPA IGdI/Ao YaGr RFT !oynfe JANA +404 Af 
LUG RLF KIRKE daigiB aq pA ypDO GA KNIAKK JR ON} OPP Hf 28 KIRK Gage 
LUZ 3 NI Oey KGAge yatz | A MAGLDeAeu If LUZ 6 yAlf fANL Des epi 
| SGP ef LDA OA G oF Rf Ab YNERKK Gage IAN LNBAALS DP if Lp yAzay 
aie SANT RF YEindL HS a Af YGe yERA KEEPS YGp YADLUFief CS GAA Goziz 
+ Unf fAdHrDLWH Gif Cer ack KGEPH Lin OAD fie KEEP YG pO52 RBAT IgOckP Hf 
yur ADS GL) BA A Rf DS GUM MEEAIS OM DASUKGDIE IENIGed FT SERUM 
G AA ADE Golf DiagtET NAT Ata I loyofedifz 5 GORf fHNIKPDRA kG if Y@pOs 
ODE OHH K GPF YGpOSS A Rf GradHAf yofedy AND 


s9.set GIG ynedbias y pis Cai! 
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HOT [Fl JRRREUUS | 21 SINGHEUT GE “| GEUT AE 
NEN ON 

Denis 'Selling" ytd BainiglZ fii haiOP KAGT OUR UNReRf + eda? OA 

DYaI2 CT IA UW Alip2 CO LHX AT P URGE If YFADOSK BE GA. 'Marketing’s & RF 

tUgbAF LD Diizdtucdif KG pizfA LOZUF ADLiZUF Bia !ot DZ IRNIOS5 GY Af 


YRin 2 fripy RA KEPDRGCK LfiZoLpFaGerf +OTUCLMEFf CEffinks HL RIAA GU 
«NDR USBp AC eb KAGE NT ‘off Ci 


: FigpEH OLS Jig 
LDA zhyRU NA oft + OZoF NIK CE GA (idkGOT PTY DEAS + OAs Gz 
+ GeHf Ob ABA NAS DIS GCRF OGLY + AS ADS Any Tere aGeP KGagHI iio 
CicatG HRA + GRID Rife k Fen AZUF FHNID] Ok HA. Gitict KGAIgF AN oa pO 
LANG u gp f LHAn 5 DA cy | BA def COOK EAE IRs POG SE vB + nj 
-yOP Ly 'RAA Gide 


yuuP Lid UaeePy KGLige lip flodif a CidGAG AR Dia ritK « 
Qiu daf +t dds oe} | EA Oz K Gide IRNiyPip Lia 7thierk KC feAb AZ 
| !ROBGRGAY nfAf Y SEUA 

yUGT KEP GED yer KyrfDLUK Gade ANOS yczf Y Ob dal dink « 

ida apy Agty KUpedz 

YO ALA CAa TH § DAnf LyX caf OCA LEGA KGEP IY RKLEGEA dink « 
ya af Lifn!f 

Cicbrecr UF KEP AK « 


275.t CoosUcia FU RL Healer ogttF KaCHEROIA af come LAG LD 
29.6 U999(8T dizi AUF AUS LIG Warde KP 5 BY K:Afp'f odin’ AZ 6” 
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HOST [Fl JOSECUS | 21 SINGHEUR GE | GEUT AF 
:HAREN ERIE JAK 


+UGCEPY + dag? GrnyjAkt Gtbigt 4 BR 2A dt RDZLIGAP LD DZdF INO 
Lf Ge LIGAMZSO |G Af OGLY LY Day} 


GAT f+ Achy dia ULficaiiA LIKG'f Cidaf YAdg! tnpAdes GY Rf 2 RDA « 
SOUTIUF LHR A} dif KGIZA Ik Ete OTA ULIZUA WOT PTF yep 
+ pape 
CURE IGGH RFSOTLUF yoHA Uinteractive Marketing OPHAY 5A RF2 RDA 
FUN] UBEZY URERA. GaRPR dd fit PYF Dif thie Gar + npfAde CES filk 
: SONA U' 2p Gir tut RAY 1G AQ Af Dieapty 
.CidaGpgotF - 
+P if tdaiga HemyAt GH KGizf ee@zk - 
HfoF+ CRP If LpinA Utidaf tol US Bt AF LIGKEEdPY @|k - 


\ JERE Zs SINGHE! ND 


OUSS H Rf 2 Bek LEEK GP YGpOSs GH Rf CAOKOSIAIAF yofedfl !offath f 

|| PUT SOR Lede dt AcHpA + AP OTLUF LUZ CELIGAN|S GY Af" ODE KEPH yedz 

LE pifA WG ny tiP Lueck vod 2 Gy kNeddefahi PA lage OSLiaaif v4 Gb 

YEOH ynUf COAG S YES Gok! 192 fr Cidéf ydkotedk leak dK GZ WHA U EZ 
CK Giz || Buz feODy4! + Bol FAZAA yaEGS Gok HA 


QUT Gf LASAZ || HILDE A t GRAS GARE LHZOTHBEPAANIGS Oak f AA 
: CIGIGIZONA U' 216 Gijr ary dp ORAt cat Fp 





Bis Af Gr CAH ofalht PIF Py Lind pzif eth ot KfAndf UIA ZIRPR f PAckio fea Uzif Plchids GA ecThp 
37€ WIZ ON didH#f LeRUF Pedd2002> eG fkef 4t Hhjlf U OPUFt DAZ 
1857 GHB ynedd eT de fc ne 7 
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HOT [EL Ras I 21 SNGHEUR dE 1 gu aE 
1 HEAR! SINGHEA THEA Jap ZING 
-ONATAIAK Ged He PAN I2 !85 


(SAY dt UPS Cha |dtjrud GUE wizlf Niaz Iifel Kf +cEPDZZedf Nedp « 
oA 
NeudNj dA URBEdADUU RP Ned NiiP LL e2di Kf OZedf NedP e 
G ADK L fc ORF Ngo ed? fiaijA .The presentation Sub-MixU' ezf 
.Cid4f | lot EPI E fAP Y@IKDSNUP Lee 
5 UML LD pi-ceG ADU df 5A die LINKUG Rf ADK Gia LizeUf Nef « 
The communicative Relationships Sub-Mix +6GiT oF K@iztf NedAyZzZ 
AUN) f GriDZOR)t PF LE yaoltf KG AK LihiAngf $ dir KI !92 frpi RYA 
WUGPIGN) ZGY} AnkLHeoyT ASO (ya Nef Us A ALA POF 
K@izf 2 feOD4! + @laf 5 Gok Dip 


. K@PDERR AP OGY Af Neda Ghd ASOYAdy 4TH 





187-1854 GHB ynedd eT dP fed ne | 
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HOST [Fl JOSECUS | 21 SINGHEUR GE :1 GET AF 


(8) ULE 
U JEST SINSHEATR AL RAND Z 


tcfPDizedf Nady 


Service Sub-Mix 


K@izDZizedf Nedf 
tog RF 


Communicative- Presentation sub-mix 


U' 2aDienf NedP 


Relationships Sub- 





POTNGIECURE! 2 he URD TFT HEL Jaye! NED ae 


IRUN|2 feUODL Ah —AUZAR ypBolaEST ACEP yE@dHE+ OE RF KGizf | Lo 

U yiof LL} npA Lodioteyf Lets (2 Fels yH! total AKL Dy nd pAZAR ANI Gasp 

NH Rua r] Adda tadgxeAT CoLARKyhikKGPF yGdD5! HGF! Otef GAT |d 
Of + CAF yofedisbaG MOF KGizif IANjedk 4 APY OOAWERDT RFT AiR yIgOES Ak 


LD tide} Ui ptiolp BAZAR | Gs GUA Dee DEGRA : Jey tyeGRYeRD 2 
Litcitt Lidduddo PAZAF || BZAKLDU oA Upizif 2 feOU + mre 5 ok 
. Gpgok 
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HOST [Fl JOSEGUS | 21 SINGHEUR GE 1 GEUT AF 


Ouch WEA GU Dade ZAGAT DEG BEAN UBEIEIERD 4 
Naa GF DiKGARYGI BZ feOlF leA! Odotf ecw UF LAG ZaF IAN 
}UlbZdP) UGA 1 AF The Image YODIF LERKNIZZY KA UINMREROA 
AAG 

Liid2fiin ADeACda Ziad atk DaGRA SFFRINUIN | Jee! Vth WYERD 2 
WELL froUg DEL) +OZdF AVA Ute + @edkf 5 Gok2 frijy!GBalf ZAR 
GGG | af t Zap 


NFAT KLDY nd GANA KK @izDL@fedk f 2 FriwiT MAzaBL} GAP yofed LARA 
yoFedy || BL srs pizif Our ASOFAGE VET YA + OCP Kady 


(9) GUE 
HRI FT HEL JeELERD Z 





185t U5ge LUADISPT DpteDale :foT OF. 
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HST [FL JRAEOUS I 21 SINGHEUT GE 1 GEUT AF 
Agaucal) Clash!) (53 gust /2 


YPfLicie LPOG ABK Gigs] |f tGthda dalf toT If yEdzH5s GI REMBAUY Fv 
2 fou NUF 3 UdofAt U qBeP K Gu off + UnpfAdDOEOH|G DAH +OT If AAR dake! + HRP. 
YG nd2UuS fice zf 2 ANjS Gok +R do CUA yREAA NNEJLE + offBYT Uh Anede 
ZG I Ligh !Gt of yo AA af HOT If Nd2hot dG ocala ANA UD d#if toT If 
Kidde CUSGHPPR U 5 GY REY OB D/A ACL IGF HS. 2 rt de Ani Lotu @2f 
Gd gokynf LYE OAGHLf 5 A Af || !HbIHA CoT |f OZAF CTLiyrfDLWecaif +OT If 
LD) UeAzUdaF OUT If OSLET T PRARLH2GHE 2 CT KLDEE WING'S NGAP NE Kenz 
1 Aupl@g Ani | '9d (DG caf > 4 j PRA OZEHUS 5 A MDZ fedxZGHU Liz 
+Uloaef 2 fENDS Gok Ag dt iZUF yout LOZUF eT iz C5 2GalF Kf 2T o AOL 
LD Gat Rf tu doer +2009 UNG K ated Gtyscop Leeauy Adj | 19a pa eGHUF 
SAUL Rf Daye f ASNIAA OZGHUE yo OF ADL Liz LW ceDAaSOZGHY 5 A Af 
DAY ye AA tal }oT If YE CDS Lyin v4 VIG LUseG dge5 PEnOzEHU 
+200 Dink Z LZ CEDAGT tdHf toT 'f yYEGdHSy4Gdr LUZGHS eAehd '98 AD 
LivlAdf KGS UL pod OPA AazoL WANS Gt dif tT f YEdHEOZGHU 5 a Af 
2 fr dpcAnpaA (t0T If lefeAH df toT If LE LAA of 


LT RBH Gat RF KGYBER UA KARE WRK YUP LUDZGHU 5 GA Af LES 

Kidd Liid2 fritit di Ania LIAR of Liu dif yO RUF nS tai # Half INT OPK 

[a | SOG RES O20 dH UF 5 GUT Rf +o +280 yAo > Hi Th Hu [ot whodsf toT Hf 

Anita: yond Liu cifff KYAndf 2A | GEADBABK ORF YREAIA Kady tT If OAR dz 
: AOBBXK Ang || BZMD_ps WoT If lefeA NAKOR + dif +0T If YACT da? frit dz 





Steven G.H & Eric.N.Berkowitz: Health care market strategy from planning to action, Jones and Bartlett, 3rd_' 
Edition, London, UK, 2004, P242. . . i 2 
393.6 996 UeAR UF Uedyf omit 5 dt RF leff—pO5KYGerLpT if seSpady 
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HOST [FL JOSAEGUS | 21 SINGHEUR GE 1 GEUT AF 


YUlG Lid? Ppt dk yeah as RGIS | GUA BRYA 1G off DAF Link YAndf 4 
U+UcizZoyROT 2 Date KI loi PS —>GEEPDy IG LpFcgif oT If YG@aHELIT T Pra 
2 OR dkydadht 200 ydtink 


SAL! (RSIS CEA CGE Linh Gj GO GEA loaf Db KOnf + ota > Uf Link jAndf + 
Ang 
yond O5Uz5+ fool Kf Liat daiftoT If KUicat Octiadt d Mode Link jAndf + 


yGineA GEIGUA Lith GG HAY dE KET PTI LHAORE If LORE yRB Ot Link fangs 4 
tUU AGA UGA yRET Of LUZ OG ye h2 frit dh ycde NYAS! @hLeEHA Lip 
yudade Li du gaa KEG A + aBalxe5pife + POKOGEA K PF AROS u pe 

2 Er de 


| UBL §nG fod LizAuzd? yGo it | BVT fat OT |f }DOG f DEL Link fAndf + 
Cid ditdk KEP GYRE 


tUNRGEK GUTH AKGTR dEGA thief KEEPS LU+ Loupe > SEF Lin fangs + 
.Gfp KGed3gkU' fedat Lz GRAFT lolfifekde+ nGif Limat afi! 


Kife Gdbz2b7 $ Ait kt oat tritdeazGH Uf | owt 2 Aeb KIG GRAD PAA 
YeinkKotu ADhA .1 2G UF | oat GGL K UGE KBeA GZEHUF 5 a RF Pn 44g 
- SONA yaa = a) a AK Ki caD uly + dee LDOZEHUf 5 ot AF Kd U’ zr 


Golf Xd fete |Gelf yrpLpAytda ode? ff Gk feds +@9p Ap: YABE> 
LMS YER YNGLIT !gMCh 2T 2 & ACRE YS yesh dieeaceBMLE- 

.2 27 Ki IgNzS bt di2kLpeedf Lge AG de FNpNA : Hy igeeteze 

304.6 Ueths to neds a af ARRLOT If ESHA 
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HST [fl JRRIEGUS I 21 SINGHEUT GE | GREUT AE 
+ aif || [BI{EDOSH fof GA Lefp: Yoo N ial [E> 
YONGE (RECS LAGOS VERN Lyin RA pn ZAnaKHf Cdk hye D> 


5 Al RA (KGidage aR dé BA Deni aR dei BAA REE Cif DaeLb 
CUBA dz HEARELD 4s GY AF LPeateGg On f SAR dei a ORLA AR dpi AZ 
tdaif toT If | Ga Led yay Fed) (OZERUF 5 I RAS A RECT If efeA DK Gp 
ROA KG2f Lid Dif yiP LY] olf AoLCoT !f NADZaBA Ge y+ yoldZ 
FANOSGNios GURf Dae Yoke F+ WT If KEEP YT An Li OKA LODE Kredi 
(fe! GifoOoT |f at2dk A TR OR SAR dd BALL ycBOENYf AR dpi BAdaZT laf 
OUSfANA let 2a Gig 34! + 62251 dae LUMA] TR df offad: GK foCay 
Luz Guu Saar GAA OSyei |f BRET Io er CEU oR dP eR Gok y7ckNgR fo 
| SITR dE yG2DqzA fer | IoK ADLiatidbififelde KEDYA1 GE RUA 1S & If Ota If 
U @udkGue apt o WaT feof OSG SRSA BAK! '9d Pet eT A 
Loin! ade de LA oRf YUP Lol ESL) FAVA GA IF +T off UGE! || RAT TR dp Leffn2 Aj 
SB Rf Iq Ges 2 GF] BACGTR dEtNGS Af HOljeceA NPZANIL DS Uatf t efelf 
OL CBA + AGL If KIRGEIG eer GAZA [Gzdk HOAX fete UpIKt HhePif +HPLAHT © 
CREA! GIF GAARA SHA Golf KERTRA Kyefelif 


(HIFEINE A S)HIHEL fra te Dipl 2 SINGHEC 


ANICraif i !92 PKU Okf KEIR dEU' 225 tiLfed’ 2s 5 Gok !92 frp a Af Lb 
OUT KEP DKyUP LHFAN DEA WoT If AAR dk yee yirP LAd dif + oA oP 
| UIQADOUT If lefeAu! sUAG LAK GI KGTR dE IRNILDGA Wdade Liza AKG 
Wedd SEHHUP LHAD/GaI AO OT ft Golf DAKI BAdK T CUGOnG RP KEdz 
1 UTR GELS UA HUD KG IZ LIK yyDLNDZGERU 5 a Rf I 1ofcek OPK || IK 
1 JR dpyd/@5|| ApHeees ydiodp2 feOUr y4A Hea KGaigiA 
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HOST [Fl JRSAEGUS | 21 SINGHEUR GE 1 GEUT AF 


Dt ZF yRE A POF KEIR OE LZALG FANIOSS OR RF Otis fae | GEZLARSI| IR 

Giza! !ot Ser UBLILiioladf Ange T OG HT TR dE Nea OTpyink! NFRD HERP 
KGnGhouk KGaA Kiindk KfeATIgxPeGKeAT OSI TR GELE KCBaaA ORO 
NJ GEA UndG ok YodBZT If CHARI 1 ZAR Gad Ao GAYA wT If yeh 
FEUDS 3 fli! +h fECdK 2k Apt GRAF] STR A KEACTdED_ HAAS (5 GY AF Otanhier CD 
ONAt AGE @T If KEEP UpAn! Anke Lib off | EAcaYA Dip RUF COBY eed Lief 
5 UDBGLHEED DIR KLiNf | u ede LH/REF FEDIELLCGTR A IANINIPAK ORf + Dad 
HUGO KEP Y+ ZA] ATEN THER GHIER Ut pO 2 zr GPL Pa yp CdIpz 
yoaf+ hi) fevi4 || |K KEIR GEILE +oRLeAT ZT Io} ABBT BF COM WHT YA 
'VoRdE KGIZ AUaeg tgbA Giqugeds KEIR dE Lu fifelf KAP TR aislbXDdy 

7 OROG NEA Koch P AANA (IA. director of Community Relations 


KGidigk (WEAK yEe ty Alp yAdzyckae C5 caf KGRIGP yelthas KGIZ LYK: UNG 
+doapyGay 


NGAAT STR dbyekad || fepa\ ye dbHnT If KGG'f OS! daidf K Caaf yelz =jrdiz 
. AFenyAt Gajif C@GgR yUP Liz oR deLE K Gade e714 fifiZo RIK 
TTR dE? Ace yond tT Lih of yok cibitetiad \eHp LK yep 


WAonf UG CRF toSEdAderoyAld OT If +CzARr KU 2H U' zheGiifj ye DAD 
GRA LIPERF 

PAnA yolts BY RET lov Caf i !o2 Prk U Caf KGTR dE LDR YUP Lz 

| URARAE dH IRA O TR di ORE K GSD EPR Uf | BYdHo | BABAK Lai) +|2O 

HOUT ff KERRY | GAY DF AKL YZ FCN SEU u edb opop KORA KEG Z @ 


236.6 Uo9slFT di feeble f KEP SA KovGe 2/5p! 
236.6 Ud imental? 2Abp’ 
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HOST [Fl JOSAEGUS | 21 SINGHEUR GE 1 GEUT AF 


1 Iqt Ser UGA ZR f + oUF Fee yi FAY ctf + ETH + GUE Fede Oc k Dit pe 
lCAUT Léiit okl Uloi Fé Gadd? O51 dG KOBE LA! Spl Gn KGIZ td 
+T @ te hb u cd de tT hydadeas | IR dP 


(HRI FINSHD JOPEL Jr te Opal 2 SINGHEF 


KGITR Af RUNILAut LERUIF HIKE KGTR ALLE KGTR de LPAAYY fANi2 BS 
Uta GRA @2oR(A 1] SF LUAAG tnep REDE yYHEH DSA CSydkKofhD 
[aa|ki Ugh ter UGMBET Gt CB2ecKRf +221 A AzRGaGieA y foo UG K+ PF feb pt A 
Onfti |D$G def | !9% PDGHAKGTR df OS GALT T PRAT def lEGHA 1 GUT GAALRE 
+U GOYA yUCNRS BABA nozf KGTR det dmOSyt ARF yUP LHAGALOT If KEPT 
+OT Ft efsA COKGIR dPIAN LINE Bf 6 | QA AORN 4 WIR dt GfeA 1 OOF 
LUZ t|GpthiedktomT KGAA !QUEDKKGTR dEIANIK ofp SUCEEP YF & [KORA 
(ERE ND ou AA GTI) OMPRE yOR Ki fo Gal Girt KL BRK ORF OT If 544 Uf 
5 ALT Af || RHODA KEIR df IANGREACHIRT Ol | hod ht RAYA YRLF 5 A af LE 
Gris Al] Dak fuToA @ Aaif | !o2 frkORFHT Gif KEIR Ak IANOSO GILT IF 
OSGEE HZ PI 


(GREE ULpeRs Uioins A YAIRALE 5 REGIS TR olf pfpety: UNG 


+ ADYAP FefAdp yaa OUP yer Al EAMES CECE AEE WAN! 2 FENUF yer A siz 
.2 JENUF IANS Gok 


1 FR dEBCIREGE KC GAGEIO, fans AONE Oa AF KG yt 5.6 A Lif RIK 


X + TODA p> dife LDA yak yap | Bed TR df OEPLORPR f Lib oki aydéf Re 
yu dis AUT RF ech dt St u AeA +UOPd Es peIGh (ide U + 1G A Lenn UF DOL AD 


Gen ADE EdGolf Ls ACK GY Gdky|LOPST Gay Gay AU tof Copa Ra] SEA Se oe 
. t FI lg 
243.6 Will _imedaAvaz 2/5p' 
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HOST [Fl JOSAEGUS | 21 SINGHEUR GE 1 GEUT AF 


DPPRILF Lit of lin yG2D_F + of AQ] !R UPPAEEO! ZAZTUF D> Ge yt fared 
+oGdr fede 


J TR cB daf KGizDADPNA yb CBI fo +daif K@iztf Ove Je EA 
| TR dishGin KEP yCfo Je de 


+ Ud@hbipeA DIN A DEeHOU u ede KEG | BL eA RA RF + Actonehf RSE 
:] aqeRf LYS 


+CgdE+ OT YAO KEPT AAR dz 
4d e KG OSH |Af 
A PBIA GRU UPA if 2 IHG IF H@fOHK 


HUGO KEEPS yinly LE U @df Gi 2 TaiKks BY Rf leffgi AY nA FAN GEAR 
(houPUR KG aPH A L2G dk KGEPH || IA Wate DEO 2 BEAEC) AnH @T YA 
G42odHG HAE df G 2 5 dok+Ghiledk GES KEP YF ANIGALK GK! Io SEF UG 
yulkGeZU TR ARLE fin YES DA Ici ABI Hf edgy GAA GE IR dEKES fffodk 
| QTR de CE FSDS URSLHA fAARSOH CRBUF oni arp Dy BA GAA dd BI Af leffni AZ 
Afi! yur Rf CT Gf VAD PERE TR cHMAeR #1 S f CSOECT Lat Dis A RIA 
OfBJETR ATV Crp Ds G Af QfaAL TI DU TR df eGPf Aol PifefepfiiokOSi u ad 
Oa KOPPR SF GAT TR RHE Y hy! GRY NdOY KEP fioR 1 PUA Crys 
24D Seth TR AEKEPA 


yu doef" Nj Ifjl UGEZOOT If 5 GY RF ete LectzeT ba FANOSD HK GH+ | !offstl f 
LIB off OSPROYAIOT If KGRPIF O520ek Gj ORF Neb! GEA HERA ROLQIA CBIPRIA 
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HOST [Fl JOSEGUS | 21 SINGHEUR GE 1 GEUT AF 


+ Auch Ulot Ser giKGRPY AK REEE YG POF KfAg fifo Lea If yer AA IK GPF OG PF 
C5 RE 


HST |EL JRESING U fine DZ 


YH GGEKERGES A KLE RIA KY SED OT If KEP 5 A KDI 
GHQGITOORAE AT PH NAT BAWT If KEP Cie KEP Ghawik Onf t RE Pf 
naif CELA Kya KGYIg2 FA !o( Peter Doyle ) YAPeRnRT ds G If NOAM Ge 
GA fintaif Ge [Nb LBSPCOAA ya] REI LHS HP|| Git @ + HAF GER dH Os+ az 
LEPKU KG@PH LDY Rub Gey K Gage CSGAI GA Af Kyefellf LE yA cess GA RF DD 
OUSt QA Rf +U doi LG LIS || !R OpofA KPA Ca Ogy4Thh (a605)) Ging OA UF LS 
GRUZUF (SAR dénepA LieGyG MOF tne GHILA CDLifehs Bok! apPY Kage 
| Uu edb] UBZGeR KGTR dFOGLY DIO> GU FAN BA UL K Gow ci Anup 
|| RUA TRSUW' Gay G cnipef FAN whifbofA LOS (Voatf OFT DBI) Lisl ACH 
+ 0G Oplij COGRT Gf LAKLAMF Linopiz 


| QTR diByu déif OuIUy DED Zapf y @ERA OGPUF Coy xieA U aD iay KGRPYS + CzAL jo 
4@T fi TR opt AIA 


1 oR cbHaHA COA Lo iyida GayGAl u fe 00 DE pine 
| u 2d&G ehb Lok+ dtrf +t EDGE [BNA OT |f KEPDEGHECZA jo 


2@ae GALS yethh JR dp CERDEALIA Ade 


332.€ GHB yneddpAbdbydBOye. p 
: 22 = oo OHIY MEO AN BUY@ 
9) Saal S90) Casall Gyo Aye SDN Ayal (gl) plail * 


67 


HST [FL JOSEGUS | 21 SINGHEU GE 1 GET AF 


tOUT ff KGGIP HF 5 A KLIBOUS BEYAT u Ad LineTEHE yO MF + cab) feLIA 
GAT KG DHA WSHee GA KY MIU (Gronroos) ¥ Ales awHGE+T © + bo 
HE GR A Gri 
HOT [Fl Jag] UBOESINGHEC 

(2 pt dESA If 5A Rf td eo TR aE NURI AFT OZUF yep ANA 
+ AUT Af OUTLUF LHe ZAcxAT O55 A If || IRKGGS YEO NOTIpyeats | TR dE NYAS 
Aollf | UBAGAUT Rf + SbAF GPL ezhw 26 Gir zhi BEAneK ORJA FOr | Laid p 
Kyel ed || BEE ated BRYA OneGif CoT If OG RF NediBNIEA OG FAVA Ej COPE 
OBI ONT TR dz OBS Gt RF Dp ADefyRZAA lap yer PK ORf 


OT [EL jeuityg UNG 


yagi ik ORf 2 Adar oe OLY NJADNIT GEOGT If (HRP) Nadie 2 @ek Lec 
GGAtCT If Li OKI !QOoT If NAGE 2 Pi. C'Ni—LA MG YEbg! !oGELE HORA 
LUA FAN EAVAT off DA UN Shige ALU @df OAB OT Hf SDA HHGRA Ey tS 
tT @ ADdé KIG GA KRGAKGIR dt HeOT If etfedk CSt-OT |f KEP AKERGP 
Wofenif KEP HE PIRATE onf KEP UO KEP SF WIGS IKEPS || BHAA 
+O OPLf COUOT If HEPHOCT If MAGEE FAP efetol pct . CRSA uliaf KEP 


EU UF yooGiA gk fo CSU HT Hf +PYIOOT If NedFysOU T TR AFL 
ABUGEZ AAGT PTKKUIG GA Udadk GPT GALLE Naf G olf AD 
4 @pfen 
€ CSUGGA UN2ZTO! Hf CRRA S PAV GROSLHEKU’ @deKGeeA KGG Lp 
K@e2f || BATKLEBU HOT Hf CRP LABIA UT Lit ofA NIT 





243 GHB ynediDzhnie 'f pea mpa5 Acid 
338€ GIB ynediPbdeyabAhe. p 
.197.€ GHB ynedeAadz 2A5p° 
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HST [Fl JOSAEGUS | 21 SINGHEUR GE 1 GEUT AF 


HSEiu QUENInIf + cP If MHLW Kk SE LWz co (| u edict KGTR df Dik 
FUCEPD LOS | AHR KGPIGD Gz OYA GOT LANDER Onf & PU KGEP HT Life I! 
GOT If }ePDEzeuf Ned OoT if U Aezdhi GsG34TOKEPY IY Adad UeNinlf 

: OfAde y4Tf Nju AGH OT If +dagaZ 


(10) UTIE 
(FST [EL JERR YEAEATHAG OT IGE NEHA Jeep Z 


+ @hodk KGPY 
(+ delf ) 
Gif) tél 





f IMECp(aDe tay OZ 
Tee a Cut fA isin GEA t Gofeniy KGaA ORAS CGRP yobs Hie TUE FATE - 
(YUN LEG Z gK GaPA H 44f eGilf WhZA UzTUCuz A Wats Uz WOPTIF 
i AF +Zeck 


KEP COED AA US def KEPDIAD KGP LF lacs OVA: age Del JRE- 
+ofelf yo U' 2db2DK OR GREA Wager KEP WcEIAt papa yet UF 





YAS YT of LAZAUF ofiticaypy + aaiker KGEPIA aNinif + PFT evap 


69 


HOST [Fl JOSEGUS | 21 SINGHEUR GE 1 GEUT AF 


HST [EL JRMEFiyet - jigke 


GulZ+OT If KGAgE O58 a RF LefiQ NA ORS IT Golf Kti¢ Top LHD Af tfad 
+anGeret Uf USDA Gif QuT Laf NAF CSfoK ex |f + OAPL ISI] !H WEP AGH Rete 
ICAUKLE Gu SW eawif OoT if GE Af N2dkeT Ge LHZT Lf v4 | ERB ATHH GGT Rf 
tudo SAT CBG Rf EEL] BZA NTGE UG SEF ygaefA Ly DA WapeE yeh 
Un AD Uspa + @zkt AGIANI OT If KEPS 2a KLWZ Geif U e2f LIBR WOT Ff 
Lili, ok ADAG If HUT fF GHEP CHK CS yt ARf 2 Pal LUZ ciiliyls speF ADUBIgzZ 
LDG of inj} @Aeuu If aur KGERAA Kfeamet | aA Glif C5! cpabT RA WAG 
| QTR d£fid2eSegt Uf $ @O LE MOAKKGT dk AKER dh yAGK Off + gPF affydz 
25 ||! UY SE AAR dk Cgeantf NyAdLI TR dE DA +285 GPK jeday lf! 2PU 
WOduT KE eUSADI Uu ediktid# LIASNAY esl TR dkypL yee UF fifok OS} if 
OGL Rf 2 Uae yA] EKORF 2a KF KG HER F KHOSLA JR dpi BaPR axea4A 
SOOT If KG 2a KOSTPPR KOR 5 COP DAL ph 


K@aPif YGUpOUSHZRGT +|@OFf IiWNictak : HH HEF e © Alyce HENIBU - 
OFA 6 GOR, CSHOB HEA HAT If LUM eee Gr Uf tz ONAUOT If 
AGRE? OGRE | GEAPOAdERLL} Sor gt | @OF IAN) 

1UNnLE GLO Bacgerly es kDa: Fg UE! fd GT |EDIEREE « 
GRY T DOR U' fedaf GeUGKPUF yotiR HHA EAAT Rf Delf OU t odf 
WHT fT UlgeuLIGEEURADAE PTIf + thi Lotidadd|KBIF ND les ytiP 
€ PTif WoGa Hf ydef +2085 || IRI !o2 G6 

yunfe fANA WO Gif AinADHOT If KEP Dedgu PKU sl eA HE - 
is |K Da UDA DCG DIE T PAIOT If KEP Odd? WPF I 'o 
UKfeemiA UG PTIF KeAYAT CTH6 Pijif Lined @O LE HOT If KGPF 
.O] SRF ect Af eHeOfANI 


345 B4et GB ynediPbdpydbOhe. p! 
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HST [Fl JOSEGUS | 21 SINGHEUR GE 1 GEUT AF 


HULGdEOT to Gf e2G Ti u Got & : HDRES JE CAN fi HE - 
[PUNIDEROS Cio 2 Aebif Yo ADLBIK AZ Git gh) KELP fAnA y Puro 

KG aaag (edgi BAT +oP yt 2G Ki BARA Ken HAUOT If tchP YS 
4ATUBKE AodfA (EPR Ween 

OUSKGNTR dp OUStaBF ach Difork: (honABAZ te DRAFEFyet - 
tunefif ailf U TR dé GigtZeAde KEepF YT ohuliaDZT T Polk: epoy 
SPENA . AAG nena Waa + nea U ADF 

| UAB cede @UT If KEP ca K: HEL {NIMES Je CAM fiyet - 
OUD Wau Lidz daNiGnigoGr dpe ea > GD AAG Kfempef 
KGaiP Gril URARIQeDIG! @ WaPT! dif LUX Y1 foktdaif KGTR de 
48 Jef KGPDHOREY DU dap 


WUdG2uG TTD A yok GM 5H aayf I !92 HKU Oxf +azif KGTR dp OSE 
fu A Wetiolf ADOT 'f LefeA OSt Daaeoe LAK ORFA DIB AEH fan fifo yay} & 
2 ffl NIG DY GyARF AD UREN) ARF ELT EABRG Daioh GTR dF ANIL Be zn DK 
+Z2GRF 
HOT [El JRE (ig) URNGRIK 


tude upizt+ Ud CTGHE RE | AGT If KEP yeRGRKILG flek 
KGITR de CST If KEP LK OSY ADU PANICEER A WW eA y dO LinbeT GHA 
“yUCoeeAt GBURF ORT G! ynfe FAVA WOT If etfediA UdUT KAKA GG T PK2 Battin 
AUOT !f KGRPF GK! Berd Af DSF yoaif LIDIA: +@T If KEP YF Gapeakk Otf 
|| Ru! Wgay RF gdh dd LE chad RYA yoko ANI OG ajay KO GaIZeAp Y aIGY Hf 
ERK feGg le! yu’ PKI SR dh yAdfifoks dow LJ 


ACE YT Af LIZAUR otal oliniA Barf OR @ I If vo 
.83.€ UW9901 G4 !f Watt leRUF GREK GTR dE leff_O“ co Oth fxd EfE0 | 
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HOST [Fl JOSEGUS | 21 SINGHEUR GE 1 GET AF 


UN) GoyANT Af HAR]! + cP +UIgDEHeDy yiolt YAEDSI TR ARLYSLD « 
LUZ lzhy ULGhWagZRf 2 AGRE LUVAROEAR CA dz pzHepPLAPOLIA 
Ek Ar ft App ge 

Cries 2 @T Kft U UF OLY LE COT U' zneedd lie LNOLTL] of 6 
WAS fA CGF Giz 

AHUTRG LUZ Cu SWAN dE tA ARG TR df GHAAD Off t Ede OVAL « 
GA fol GANBLICAA u edbi@dk§ 4 fy OtK+ GZ leAT OcedT Hf 

| Uu ediA Ling zit Az Gib] Zed PM APZAK Jeg DZ pds ALFASLD « 
| Uu ede KjeGil 2 UpAdL NZ Lfiodif KjeG 2 PAdHT Syu SA ULieRelpA 
2 Pde PNEAG yj OGaRIRACA 

(HOST [FL JOGAEAING) HFT HEL Riyal YEAEAIHE RAD 


Li ca GniS LHD ofp BABT If KEP YF yEdHSt EG UF KGizf NedPtfad 
- LEENG Gok DaNiiP 


Ruf +@uT If KEP YF Neda Gh | diNVU' @dp + ePDynfedk Yap: UNE « 
tudceDH Admvoucs € Fa PU eZ igs GU LEIOT |f }dadet dak 
HUGAGP] U Les Uae AAU TDA Uf yliP Ld AdaeRDepaA tT If 
PEGA Gedy YEA EPR GURNILARA (HEEL ODHf CAHIAL@T If 
.NBCAKNIRK PAF OBA yaDIELT If YY @IR 

WOGT RF KGizf tabi HP LHXU' Bd ynfedkKEAKCSBaR :1 GRE « 
) (U @dh ynfedk GAKL{hThe Gap Ungf teak | A/T fAdhy caf 
His Experiences and ) NjcRWANJRGAU Patient's Expectation 
fehgU' @dP ynfed? LNROSLAHOT Hf (The Image ) YELL (perception 
UALAF yoeef IANiL FRG AN dagt + enef yUP LHA@T If + Gel | BAYT o 
ACRE OT If dfelf sn | aezaaif O5e%p ec Gi LetPUf 


go. 


HST [Fl JOSEGUS | 21 SINGHEUR GE :1 GET AF 


Lhidzaef OZER yO RUF CAT V4 4G RF KGzDDZeuf Neca pT [5 GHA 

| UA AUT off | GANA NEpyrDLziR df AOL CUCHnAGA OT If KEEP F Cifdlz 

OMUdz ENG oyGdf LUNA AD oUF NIG | IolfiekKLDBIT LUDA +OT If KEEPS 

Gi HOT If KEPDLAE RF KGIzDAZexf Nedf LPG. NADA NEGO LW 25 OoT 

ACG Idi 2420} Refe UAL E WO OF KGizf ONin LAKKIOS hhegST GEZAg 6 
fish dha A Giweki |BOYA CREA LEAD] GAL iH) Goyek 


tudaif KGTR de OSUIKGIR dz YALL? UPGIOT !f KGET NAeK2 ANj2 BEA 
LU OMKGEKGTR dF IR OdZUF 2 frif $ Goki BAER, yo Cai T '92 frKU Cef 
Lh d2Au ly fRUNILE +@Acu If KGARaBIERe A CAnif iZot GhUZAMAOT KEP 
2 fribCaif | !92 MOR HT Gf KEIR dk CSGAIACHLS taddF 5 DAA Hk KEAR of 
N)AKG dd GLA AA Uctit dade ORPKOY +OT If KAT QUA oy yo AKI lonseRp 
NeudydZiTA . GHP Odyt RES ADGA Ti A LESdIK GP LUXGIR dF IAN 
The Promotion mix Ounderf NzudeKGax+ | BADT If KEPDME UF KGizf 
(EU TIYA + cee (Gazi OHTIG Lz (OT PTI (yE RA) yi: ONA Giz eciaf 
2G dd d& QT lat tif KG@izf I tot SF UG 


5A If ytd e yIpL HINA t OT If }AAGRCRG CT Ge poletad:1 TOP EUpT HE- 
NA I AyCADTfiwT If Liprede yal AS zs OT ff tdade t T PA Wirt dé 
i elf $@O LE Léfist dz O5GG A feck js Dat @D GP LUA shiek OP yd Fifors 
.yeAni aD Hijack Ub poA INARI Hf 

Hal FA LLZU VBA yirp LB ARH IBe yIL Det w@ yo RF CAT Dip sIDGYUE- 
Gdzdi Puss} MhdaT If KG@AGEOSLUIZUS yREA a@Pf i end WAzd2 dgihecaly 
LudtiZUF $20 LE NFORE Fe UWigedBeTA KEP OAK LY (nok oP Did 1 ZAR 
| UBLEAR dae Y DE +200 Y Rud PIG NAdIA Lif df 2 zk OSH IGHf 5 CUF 
OKREPT 


3486 URRRS i ynadspewabyaae .p! 
348 € Wid ined? 
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HST [FL JOSEGUS | 21 SINGHEURL GE 1 GET AF 


(OUT PTF yrs ULiszUf 2 trPra PUp + oyateRe GAnhif +38 yok cL ALT dz 
+HBUT KKK Y Cay !A Uh egT [If yn Uf OSClicaif Y YOOTIGT !92 fri CTIA GAIA 
U aGizdFt UAB fidzl Uu ed) Léenfedza A t@T if Gola PI + dipye | Arc 

Gani KAARIA 


OUR KGPYAT@T If tg @zkf CSDH2Abt df KGizf YzRZNYMEL E- 
YalTf SEDO ! 2 Pk aGdKEP Les dad? || BHEPyiP LUZAFN! DIA WERK 
Gay ce Linf ObdjA yan? a A lain LCAT Gis DANA WLpdJAt ofAty OS 


tabi ADK ASU AdMPKERGELE HOT f KEP GpewkOYt Fe PDIELIA 
KGGIP HF EG nigyUDLAE|KBlf +azeUy KChEAP ya Onewif OoT |f OA Rf Neely 
“7\ONA Or AdHA OoT If U’ ztf Ned Gide c25GRMA UOT If 
PEP IRA 
Que ADLPUTENAGS GA LAetay Feay LUZffedKGEI STR dk YP I PAS 
Giz] At@uT ff KGHIP Hh BAKOSLROGdP LUANG ADLAPfGQAD_{HAb dAD_iPT Guz 
LOG Tok Cau Ni2apA Y HA ASP L] o 5 a4 Rf lRoL pay DIS FANA Ui u edpCidtdZ 
+Oi AY HGIPA t ROGE+ AA PTI +} SLYA Def Oriole MERI LeACur || EA UDaGEA 
SUDA DLNLEIGNYEP | AI JR dpi IQNAPHHGL @dbHiDPEy FD yey + HDS 
lEAUT If eti@zki Uli PASCHAL FOIA NYSEPAT JR ELE U' @dP FANS B fin YODY) 
[JR cavaNtiT 


253¢ UpaRS te ynedtpoff has AZ 6 
42t HB ynedeAfil? eA6—” 
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HOST [Fl JOSEGUS | 21 SINGHEUR GE 1 GEUT AF 
Figg. ANH CPUIES Se 


KEEPS Liki) kt dow yj KORA STR Ae Ot oGUE AT Adar Y iff if +56 Lpt RA 
‘LPFGGP UG Rf LARA Bat 5 GokOGGS GRRL Ge} OSH Af LHAALS DAT OT |f 


17h dhydapeGry 
1 TR dy SPOT Ie 
JR atecindtfeu'P + pty pin « 
CREO GO OU KEE yr Ae 
LB UG aK eA Una fenoA I At COLYER UST REMEAIF 
+dzid2fALKIRLAK 
.Kfe@ DZ faddinA « 
(\ JHOWBHST [FL JDTE ag HEDGE 
+ UGH I IRAWOT f KEEPS BAK CES Fk OR K GORA 1 OTF +58 | EAA 
KEEP An | EA GUE 4215 Gazi] off YER UA Y Wek yAIZIAS VIGOR 
| u CoB Ft OT If 


:OoT If Ui Oatf Ned GhtdDLr ASOAdP y4THA 


Eis 


HOST [Fl JOSECUS | 21 SINGHEUR GE 1 GRUT AF 


“(11) UTIE 
TOT IEE PEXIR-DZA—DZ 


ODisf Ole | Upheatie tad? ytd z 
tol i t@T If tdady OT ff 





KGITR dELAUEH OT If KEP EF LEAN Lib oki EA/cHYA ecafif FANS Gok yrfDL pk 

LUZ (26s DAGEP LUZ ihiek df LDe¢Sof} OA Weis Liiaaly a6 OtBeS +S CTIGD daz 

1 TR OkYP IP FeSF VELA CACu If LWANEB|| | Uwe LES E LWA thee yAT D 

yulpll HAT SR df 2 JENS Gok OSDipz De At@T KEEP LH2tPUS fANINIAS G2 Ghiifip 
ODYAf 5B RG) GES GO LE DapANy4A WASP! Onet 5 at Ki aiff 
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HOT [FL JRaFEOUS I 21 SINGHEUT GE | GREUT 2E 
HST [EL Fagg || FORESINGHE/F 
Oli def CARI | DZDDT BFS GR RF +4 BZ HAO COD HS 5 FY DLA lataf 
5 GUT Af N)dze+e5Gk Ya KES YORU GA tnjpAdpt daghig GU 2 fANA yz 
(Berry,1980) 1 Quan? eZ ASU def LAEPOLERF FeIUE +c) Ba LEGigANIODH 
Linulf (tide yPip Lyi > afi BA a AF KEG Ata BXGUR Ng ZOD 5 Gy AF 
IT pho) LARA Diz DiSd A DgbAKLeda? > Gf yu SDHOGE Widef LAcEPS 
C6Gj Cid? Di) HA dad? CSL Haat I !QebIGiGynA 2 zk fRNiI |oGidzA Ube Gz 
CADE U nd DE AUF LDORGIAZG LYS OK} WT If KGPDOD PF 5 BY AF LIP PHF 
12 fPOoNPOEGAE| Go | !QlHAGF ANAS A Employees come first | JR dkyYPip LfiaAG 
Chudaf Y Run OUSePUf fANJEELLBU TR dey Pip Liioaif | lok GAR A TREE DA k 
SGoRf YZ Cae ad DEZDEpIA (I u dp Lineby 
fil defdp DENIS | IpGFEeol fet DT If KEPDODHBS 5A AFT otnGif WE Lp 


5 GUT Af Stud +I Oo Way KGTR dP EBL OSI Helf eno NII AAUBLUF eT ad 
‘Lith BLL (AA leffigl 2426+ WT If KGPDOD HY 


KORE (Off :UNG 
.KUG POF Leff sf 


tu | Uae GTR de OUSLPoaizf +058 NynAkL atu T tol AK OLY ATA 

Gu e $UDSU uu ede dH YODY1 Ldhi Gif Aetf CTLPAGdR(U @dpyaey 
+UGNHF LCAUT If e225 GE) TR dP LE GGCK Ufo UMNGEPA | <TR dP LE I u ede 
Ue KER de LinyE Ki! fin DEL PALS Gh |SyE KY leffyGial FR dz 
|| BET GA Dijz Mou yGALy aig panigeORy K Glades Fk LIGz Al TR cL 
ADI SDA y+ Lb RODE 5 GY RCs | Map OTF Gia idee GE + IAF KR 2 FEAR 


284.6 GHB Yed#Adz !f foes OGiip! 


Te 


HST [Fl JOSECUS | 21 SINGHEUR GE 1 GEUT AF 


Gu ef 5 Gok ADS A IGINJARS | ZARA A CPA | @OHODHF 5 GY RF | EZENJOGL| 
"LPXOTLG IANILARA WW’ dbz 


YR « 

(Off Gp 

ABB KGEaaA | api KU RF 
+@TH6 FAAP effin 
+Hewf UG UF e 

SA Rt Arte 


NEN yude Hau MzZT IF NI BODY 5 A Af Bay Le caFNL WARIO 
G olf Dik |oOV# THY CARAT u Ode CEP yrfDL Yd SR dkyPip Liiialf L-de> GUED 
tu pizf 5A hob GS GO LE UgDGL) FAVALAE Loy KIRIGT KEEP DAKLYL EA 
+OT f KGPDZ 
HOT [EL FERRULE ESING /t 
Li ddbT TN) SUCGIR daUBIU' @dpyaef GaeOA SAT | If tabi! fev j 
fed fA ffl + @Aeu At dala dip pNgAEFeDLPYPUS FAN Gif Lda feu if 
Lh dzafudé yoxeKgiz | cAbidZzyGef YETRF GLABRA FAVA Ub yfARF LUACGTR df ANIC 
LHsZAdd? Bilekt OCLE (eGs' NI GEANRZK LEH HA Kizf 5 GX hob GGHUP 
AfudHake e2bGF Iq AT A Wictebgotf i 'ol 4 kORaF Wed dF KFAOPHA + OTILF 
NJNAKNIM) U'ot Ser glijcaf GAD § EAN) 4) !R Lovelock ||A 2A NRZA.?'1@if 





; ; ; ; 412. GH yeh bT if 6256! 
+O tcAGRIKGDRAC edf O@ef LDA C55 Gt ROG reef i RoR GizGs A REL] o (eA! EPSDEgp” 
395.€ (2003 2AKB- 6LEO WO ARI QU 
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HOT [EL JRaEGUS I 21 SINGHEUT EE “| GEUT AE 
(Dingddh pizf CoUA LEG Cid#GhGoth ll BZgeRf yirP LpRalkGAGHMER o 
Ode dHETHAENYS Cicaif Y by | AAISegeRi LUD 


HUAVUP LPAG OT 'f KEPDK GiziGs BI Rf LDLERezR LIBNIVOP LYZAjL iio 
:ORUG ONAU' 2ti6 Gir 2th lop If 


(i wedpdidaéigoty UNG 
KEIR dBinemiA ah K Guz eezk :fidiz 
AFOFOPH@T If KEEPS BANAT u ede cePhiRAy SFRIK 


Yn AKI! WU’ @dpyaeif ANEOT If KGPDE Giz 5 A KOSQ deff CT laf Lb 

Njzd caf Lo yorP Lad AUT + DBE Hg ACghy aus tc | BegeR KGAF IAI ZZ 

Ald) YGOLN)S BAGH! @dP KGAKS Ak lect OG Ln KIRK GEP LAK! 'ot Sar Q 

| UGA aRpL A Liioif | ee GeRe | BACB WF OB YBf 5 GY Rf 5 @O LE UgLAPOL) fA 
. YORRG LHZIGE Hnepl !ovAT Af thd u adh yelyceARf Ost Aholf Y AGUA 5 2Uf 


+O Ff KGP YT SA KKER dD AOAdP y4TYA 


395.6 Ui} ymedetit] o foil) 2PSiefigp! 
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HOST [Fl JOSECUS | 21 SINGHEUR GE 1 GET AF 


=(12) UTIE 
HOT |EL JROESING U fing DZ 


Dae) fica - 


2444 USGe WED PIG YUDI4EGED 2 Rud yEMapay OZ 





HOT [fl JRAIESING Hite 

SH Rta pyxk o GA A CT Zou Gif KA Cot arp ly Kid? Did GK 
|| URBG nl jf cdZ OG Rf OGLY NBOY Rf Deaf i eof ARDELL aGAAY hod yGHf 
ORF HOT If KGAGELDinL} @ USC KGAde LYRE +OT If KGAA KGady 
yuo | UloGDT Ak laid 1120 Pind yaihs a RFT loymik Caf T 92 AKU OYA 2 Ark 
+UGHEREENP (pin Lib ok! BEAcaFA On ida AR dd EADGF yr CL pzeinjfAk ORF yep 
Kig GA KG@Adz Rij} dat} COSA ODD A Af LD DUU' @dpyaef Ge 5 dok 
(daif KGTR dpCaf l !o2 PKU ADIT Gf KGTR dpaaf | 192 Hk 
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HOOT [FL JEOECES | 21 SINGHEUT OE 1 GREUT AF 
NGaITEINE| Fale Ol 2 SINGHFHD/C 

CURE +O Had FOLLIKGTR i LHZALY NOGA AT A Led GMD GY REY AOZ 

KRIGT KEP BK ACER df IPH DEAT SEE RFA 2 OGRE YBOY LH ycik 


FEL oR|| HA WT SHA Ceorf LUFdGE tnep KRIS SHS A OB fnfARF Leif GE Lay 
yt OF OGLF O55 GY RF + GD 


Di DiK Lin LAINedIA LASGIP LAGIR dh DAK 2 frit des A If inkl aA a Af yaad UNG 
+UDAPt ROH U fedA aT |f Dipak Dia GawqReAP+ OT If GPT 


ffeh2 G DEIR df GAA pgesA Lia GOYA tT fF KG VETO RGef Lb Jigiz 
YEUTU KG dade IANIOSS Gt Rf NHOZ BF ABET EZDEEKGTR de Lib] SBIR) 
.DEPAES A 'f C5(i u eda gear KEGofA Kee 


Gu tB (Gdid ADA) 5 fA Der At aGif 54 UF 5 feref US | A A Af yo RIK 
OGY Rf NedeeT Ge GPR F YUP LHzoGip KK GSd2! OG OP Uf 0nd eser 


VEU Dae} aif GPF Gr GA UDKAGAT u ede KORE © Gi AA A Rf yo HEH 
+zidet Gert 


(i u edp feak KA KE Gof YEtgl BA ckt Gay Af SDA Lp ye Dea 


Kid FA KG ED Wy fifoR OSPABS2 AY ORBMIAS yiP LHS dt Af Lb ye OR 
+e (ANAT GE \CENGERCEP DAGORF + FBEMEP CGF K Gee YEDQOS DI, 6 Gated ca If 


+OT F KEP LYE MRR APS A CRF 2 Graf ADOT If CZAP + dali JIGE 


30:29€ GHB ynedeAal? 2A6p' 
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HST [Fl JRAECUS | 21 SINGHEUR GE 1 GEUT AF 


OB Roi? pin '@h y1 CHE LEIA Y1 GEEK Py OSLifiR dBHDT If KEEPS oak ODI 
LY |edk pi dK Gacp to 


KG dav leffeytuP LHX JR dA! u ede Linyiey K Gaz Hdl EA RF yd Re FF 
: Lp IRN GE YE KG YA YD DYNA GeTHf 


K@iaap yz 

.¥ Dif Dio 2g) 8 +B COYA y OU ORPR f° 

LiagfA KGu ect CEUe | Uu ede} oP! + catiif + 1G LUepGif OK 
LUNG rifeanAl TR dECOD I cdkG oo LA PU + GHA Liab de 
. ¥ (af + (BE 

CoaIRF YUP LHF TR cb ORUEK GGDLEPR UF yeCdivo | HEA GA RF yc 
NeUdgeuT Gf ONA NERA LadiA 24 AT RIT yiiP Lager Uf CdiZ06 
+ Bezdh OS Rf 

AQ) uu edhvtidG'f ++efolk KGG'f 2 GOSTPR KLDL4dH BI RF YOBTL « 
OT If KGPD ACAD igi | SBECF YEAS CGPI LiaatHf | u edf 

+UIGHS loRUF yUUP Lid GL LIGNADOSI TR de leAT Lh oki BAydef « 
OUT PTH yiidipAt dal KGAA Lig | geaae Gig Taga Af KU Ki! 
IRA .NBed2 Beta TR diniaah crip clea CAAT FHNIL a KA YAOI 
OUR +@UT If +UGEPT KGRGP lesa NAC C64 ALS Of COOK Ac 
FZ ( 1OAR deli? | EA GR Af leffg yn 'RI EAAGZ «| TR dP GHGS 
1 TR dE GHOOR OT If KEPT LE Dap e AAR déaGHK/ TR ded 
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HOST [Fl JRSAECUS | 21 SINGHEUR GE 1 GET AF 


NGHIBINERS | Jia te fd 2 SINGHEND EF 
KGiTR dk Gigk CD ERG ot KGAdE LUzihef DeaKy OZER 5 A af YE 
[if | Oot |f SAR de yee YUP LPZRNA Udi@lf toffee 5 Gok! LEAy dak ORf + dai 
KGITR df NOSS a Rf + @REPLAYK|| !Hya UBRRDLCE: yee u edip YAd# lead GP 
+ 0@f OGlf OSET PDZRA let 
2UTEAPERLUKORA GTR APLYIAY frolic UI EAE TORI GEA dA ef vce UNG 
KGIR dé ANF OTIAER Lion fA LfZettalf Y Ry | Arce || A LETH LOZ fii LEZ 
GPA 
OULgOFRINA UAGEhb GGT RF GERDA leffgQSKGTR dé IAN YTSLS GY Rf + ap ig srg 
LB BudeKOUSLEPERF LE +dxdif U' fedf LDASEGr At czGafAt GO ff 2 OGKIEE Q 
fete CANiyH& OSHA dé K GAGE IRNIVTSOxb fix yNI2C ROSH Ad U' fed 
IQ dhyckiqdf eu A Dip KORE LR FHT If Kal LZ eC A L Jeu fa 


HOT [El Jeti 21 SINGHEUL GRUIUGR /5 
UNA fuitatf Dia ZA OtRGaikkt feOo KGAgr LWBRSE HOT If KGAdE ycik 
lefQOUuSyAUF LAE OoT If 5 A RDDGOPR yroSLDy nol] !R ak d2PAKKHIG C5GRARD 
YRUA aexih oGiyif OT If KGAGE OSS A Af leffinfekt & UOT If KGAdE O55 a Rf 
tOUT ff +UGHDK EP ytT OByfAf U' of | BAe Cid#f KGGof 2% eS! HF 
Lilia Giths lod yBRy tna OCU CBefede UBSOT |f tdagBAAA U’ @df Ge 5 |ok 
+AU RF Net Hp Cie FA GGT RF 2 ENUF OT Rt GLO GY AF CaBPRF | ALI IR .GidZ 
yuu Al UBAGKLDOT f KGAdEI ARGU PANO yi df CSRNAF Gli yAdE 
| Ufo UGiniby chk ORf HODIGCTR fA} ODIAf GRE ADK GRIZATA Gi Ga Rf afer UF 
Auf OGL Lio + Chewy OH Gir KORE edf Mitel KGokf + nz Hei 4! jLeZ 
A CABLED IBS JOH LE NAGORF 2 zur f OFLLHE DIBA 
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HOST [Fl JOSEGUS | 21 SINGHEUR GE 1 GEUT AF 


HSiINjHERLiGie LEINEDZ 
Lyd | dria! UkUeLif yd# LEAN|'Strategy +aSeR 6+ dPADEPO'f I Ladle 
Lh d& Uyfely" tHe Aga Ht ZA DA@F Z Gb KIG ORfAStrategos +cH!f + AGF + cH 
Napoleon LAaB@iLFUEF CT Z Hdk.t Anif EB ADKUeliif NID G2 6 Cid AS Dz 
| Ulg2 Ark OR + BA Ata UALS G If KGeolf ODP OBA LB Oxkt dH? KofpD 
RAUF T ET Lis Gok! T OSL ok 
GHZ AKER If  rnigyGAY yEdychs + Hafer Uf Dian AHA 
£ (PA dq YU 1X 2 {ENUF Gok ON} ndfer Uf :GHR) AChandler AAGk 
LEAT ff ONjFGnGFER Uf" GH GEA] Ire + yO UF KBE AA .7,'2 ENUF | BX GOR FIA 
LAUYnU leh prOTIBONOY KERR > $zhUyGOF dap] AB EG UAOY d arf 
Sats? AT mea 3 dai? A + oGAE Fed eIGA [P sANELLIADeARS nator UF ocr 
DAK! MhoHecy AGsdad dicho ORF Kjefel!f || BUAHHL [6+ Gys[er UF LP 
SAA] AAC CHILI Ue BRA t Seah OF LKENhael!f HEE GP DACR 2 Avy 
KJOCRF iat Azide 2 KS GOKCY Z lemUF 
Nadk RZAt Sint des A Uf ik GGT [SHG Af ndier Ut PoeEGa 
fan BK Orf U' tf 5 GA RF HOP Y PHNsER Uf ANietfak OEE Ej YT GEOG Af 
five 2 dp yank Gea qa AF +GnGFER Uf HARA UT If + aig? GEA Gas A Rf 
YER KOR Kfaadp ya Ullizhs GH AF FSR oi AKGRUGT If tdaidé2 sD 
FOI KORY AORA GBABR yeR KU ORF Kfetdf yee ABR + OT If tage 
+He@f 


189€  UetRS fp ynedé eT df fri fa . 
* Mohamed Séghir Dijjitli: Marketing Strategic, Eurl Ibn Sina Edition, Impression & diffision, Alger, algerie, 


2001.P15. - : 
.83€ (BR tHpdEdzeKL GB Rf + ADYzT U KGBUF yu Dt @Z yA 
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HOST [Fl JOSEGUS | 21 SINGHEUR GE 1 GEUT AF 


FisingHplilingie UEapyaiepp it 
KER dad yuofedt G2 +OT |f tAAGHEAA Af + HGR Uf AEZo! dew LH KK 
CDi 
JNSEHANEE ANG AAT cipst - UNG 
EGA YEO SfuROSHOT If tdadE NANA Gzcey lefly eAT KGRY x 42k 
Yundi Bf yA fal If LESH Golf GAR GG dad f Mies tzkt whyaef yAo hook Gz 
GNA YH yéo 5 BAUGH Rf GNGER ofiink yIPNIZA HKLDOT If tdadel HZ 
BG GU GridgONGE WOT f ef sA CSOT If dade GeKes DiGaay 
GNRE LE CHOROYA! dadfOslGbdf t RE Py || RIN G4 daidPt Ge 2 Gk LydA 
> Ud GRIT AGRE ts@ LE legs +dagFt!Ge LP DGjt Meet GAP LYNZ 
+OT If toa GUS KEHARF 
4 OOF KUGBRE LE HKGIUF YAGI WT If + oid WeSL po 
Ean fA fz « 
PURED GIANG? 
HE eP DapONiGz e 
Hdguide DL} 
POL Aare « 
Har GP KAR > ctf YUP GGK2 G 
pega OPA CpUTLDHONIGZ « 
bE dale & AGE |'f ONIEZ « 
Pydaf LE GOfiroAst fHaz 
eT GE a2 | BAHESt dAg#!Ge fifokL Day 
AT fidadeaeGt PoyAF - 


' Mohamed Séghir Djitli : Op-cit, p22. 


* Steven G.H & Eric.N.Berkowitz: Opcit, p69. 
3 The same reference, P69. 
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HOST [Fl JOSEGUS | 21 SINGHEUR GE 1 GET AF 


+QT 'f tdaidryG KGAdS C5yADBOGF - 

. Gita -Bifpok OS DNB K Ok | Gtbiaf GGA @T |f + dade fefAdas Bait 'af - 

-K Rift eSLpA}+25 GE ydiadf One@'f Omdh yh dz +z5yHfalf - 

Ge! + daif leat dade K {CEs BAS df - 

Grithpd Gi Al Bede KU BARAK] O+OT If tai # !Ge LPLeGUF eM 

AcuPL Un LADNAAER CARAT LHW DEAE KEeA KEG OSecshf + ng PaERF 
LAUR eta ki URAL CAGEUT Gf Hel YER + neh Lib fib if eld gazC rq yAA 
VEUTYA . 2) GDH AXA USD ipfodk ar +f LAKLDOsGU LEA Udigheay 
|| (ROU SOfAde 


(13) UTE 
Hades HELD Z 


YO 164 t@T +e es. pt 
Cig D6vEIU 


HBF yEdz 


+GFNATCT If KEP OFLLl 
yaoada7 





Source: Steven G.H & Eric.N.Berkowitz: Op-cit, p70. 


+0Gf K Gaede LHF KLDY NOlGRIE@T |f tdaidet!Ge LAK! foA 


5t 905 Gan OF Golf Cees y Rob UQGOKKUGA TBI ger UF LaF : Ab if oad aze ay! 
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HOST [Fl JOSECUS | 21 SINGHEUR GE 1 GEUT AF 


+e@OT if tad? CHAK ORS +3 Gelf KEP YF 2 

Lisi dp idaf 2 

+@T If tag POCLOgeanyf Fehi 

Cidaf dA GK ADBGE}? fri AF (yy fetot aN LeAT If 2 


FY AdaA \Pfodf 2 JANUS LHZGZ | 'oG@apiok DaGREO! +0T If + dai filtok fer 
yu7og GePR OF yOuP Lptftodédge leSyiiP Niokt wT If tdaidk Riek GaNi2 pif 
HET Of SUdOKHUGH lef KAOP UoONIG2 fANIGOGEA (ij + oGHE fed SIA 
(Gi @LecHUA! & BL AYE LDAN2 PAH GOP Lins api HA WOT If tdadeNT Of 
OUSHOUT If tdaidP CELA IZ GA Gijok LUA af Lec 1] Adak fod p2 jE Ga 
.RQVAT Af 
Lit GdHFudagz DOVIGT !f AAPL | At GER NAR YPLE FAN eA 
Cini? 6 1 ice NEGENDOMD Ki fo + OF CACTIF 2 FAN OSCHKLPOsHg I] |W. EDGLyEdz 
CHEUTIF lipo | ACF 2 2oUF ONAS.M.A.R.T COX da¥eTS INI GK) ZA O 
‘\ORIAKU' Ae tp 
2 privet Any AK LDOsHGAt pO PiBOKY N52 JANG pecific Uffod? sANUF LAK LD 
+ 1gGOA Gia ge 
Lindy UiRav& ADBAKfoOA® CO EAMeasurable = GDB? fNIF LAKLDe 
Gj Gl pct Aad OsbAF Ge ag +] AdaP ots 2 FANUFT FOA LE GRE 
| Ulol GO fy CHF Gzh2 fENIF GifokLTA @ Achievable 3 GoRDHBGA tGpA LAK L De 
tha 2 fou NDF LAUSKU LDy NOOR UiteZ Luzi Goa Glad 243 4z 20D 
aie 


Wis Coos tipeOtLaad Alp oy Ween crIgRA op icq cay Ging eiha: ein MALDApA' 
116 


87 


HST [Fl JRSAEGUS | 21 SINGHEUR GE 1 GET AF 


+d4g2NBOTIKI KF yGdzi TiRelative YAu Ade > dij] BAZ AKL De 


Old? CGoffooL pe Wace} maf LH? fANIF fitokOztjTime frame Old? AGoLHi = 
2 fONUF 3 Gok Lit} AGO} Abert laaz 


HST |EHREDEH UBC WN| JOREL iOUiF- fidt 


+UdAg GGL fhok Off | dif yal LOZ He yA} GHA) +@T If }daid Ft Ffek 
tunepl HARE & NAOT f KGAGAtd# tT NOT |f + Gfelf DLN AAT OT If 
RuZAf OUSKUGIzA KYeEKLEK GIG ANOS! POO fipARIA CHRRIA y Gore LWz6GE 
yUGHA UlglfiGt GINMAKi FISORF S2PUF + Geip yooh LUciheth Y LH ANILY OBA CARA 
407 tdagz UegIA eR UE 25 


OUSpugerd&t Apiae || Gp Hawi + /AH6 CSAaRRIA fajeRf tne} lek BZ NIJUg 

Lith? UGRE Lid 7AUL A Gok2 PipsHeayA: aD ePTRA yaoRT OC IGM 

LOD RSF 1)Oip yaOIA +7 fe LIB CHIL HE.+ Hawyf KEDIA OT |f tdagnianyar KagdF 

2 UMS! & UOT If HaaAGhEGGT Af + HGF UF APZoAF | cif OTllf PUDOHfakt HaeyA 

tudaghneciPYA Obysf t PTAA yaowy +ZELA fl HA Gay Af tinder Uf INICEL/ 
4@T If 


1 ORES TOE « 
OUT GH EA CK LPERAA GAY Af + HaKER UF APZQOSt WT |f tdaidF HL Dytp 
OG |L) E2 exK LDPE DEEZ nd GE Yi dk CSGRAGELS LpcxORIA Gifs Caf Af 
Gu ZQOUSCH6 yipGHiZ +OT If tdaigel BAD aMIORA Geraf y WKY NOOR 2 zu If 
+ Qa RF Ghinder o 
(@UT If tdadp tdag?Ghamkt je P Gil HZ (Strengths) Alf OPLP eA 


ADU zhOSLNKfpt Fe Pf WANA 41 SEE VG fR Coy ORA K Gd? LHR LF 
KGAA UU TH PEALE LUX EGU WaGe leytf URBIRAA LoRUF + GF y Laanif v4 
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HOST [FL JOSAEGUS | 21 SINGHEUR GE 1 GEUT AF 


+N + zokZt If LBFORAAT Aotb KURA A RF NdenKEG AKEP SE KEP WET 

GridHGA Ours fH Pi CSyAKE(Weaknesses) 2 av If OGL (4a YELL AD ddb7 

A fll! SFU OURF Alf OFLOS ADU HBF Y Lifnif U' zhaDys O5HOT If tdaigh +daide 
ENGL KfHedalged A GAKUA LI SEGF 


| UBROES iQUHE « 


RINT UBAZOSNEUGT If + dai OS! Hawi +i NEB HF YEHf OSEDILU j 
yudeelf + Ul fepnba | KL OT fey sA CSC SELYE eSLiaz yrDLpzetPUf 
ORG (Big 34: OR NepA yoBelf K GIR LUAAGR UF HAG oa U preciniaa | Hawi + Gap 
OURf (Threats) Kip Gr Rf Y lg tn) LHFIdHA LAnAde (Opportunities) £ df DEES 
Lhd SZAdgI2 Hee + OT If + dai BEC OC if + fip LRA . heCif + fap K Cd aap 
: Gilt Ga Ketel 


Oi? ZAHA : (Hig 18 HYENSGEL FSH- 
+O MR Kfetstdps 

ACRRTRE / + & if KfetARS 

4 es Actaf KYezdgs 

+ CRNA GRU K fetes 

. AARP Kfegap. 

Cold? Badia : HO ROEHGEL Fae 

(i wed +@T 'f KGPDPenfedzs 


.193€ UjeeR5 Po yned eT df fan Fi . 6 
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HOT [Fl JRRFEUUS | 21 SINGHEUT GE “1 GREUT AE 
LA SIE S 
AQT |f + dalgise piZ Gj ORF + @dadF GT ddps 
LipeAd¢s 
OT if tdaghUnewy Hop EdgeAl KOGE yeTif U' exh 
HST |EHRRD UE SIEL Jeep Zi 4) UITIE 
+ pH dat +FeHp 


SPT /CZGHU Lindy e 1 FE Wf Ure 
OnAAgRf Updge OG if Ubdke 
OSes Adiif Onde 


+T Gif + Fei6 


Lifesdy K@PDLfenfedy 
(| uedp t@T If 


KGl dof LA SEP 
tGedlindy 


HOT ifr caAg pA fou 
1 DiS 


f IMEopyanefxy OY 
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HST [Fl JOSEGUS | 21 SINGHEUR GE 1 GEUT AF 


yp Liza )e@ yf tai ya y+ ALL zhOoK GIB GID Gt anf 2 @ek Lech 

+UIGSt | GONG f LEGAGFQOT |f dad) tdadP CGO AZOKEF eADEj LASLD 

| BOD 210G) LASLDyAde LW2 a eC" + /aib yz COK GIR Gihh2 CASK Gohf G2 
CREE | Digi AI ZOE, fo'f LHZOT |f }daldy + dade L¢dk Dro dag? C&D 


OUR CUT Gif YdzTOUOT If tdadp tdadbMnewmyft PTR Ltd#+T A 
COGF+ GAF OPly CEGGRAj 


COIR | EACHEPA GT If + ddidks GLLE tnewyf K fete Yada Ath : Ee 


CRAK AGE 


Lil SAR KEHIP YeupLUZ yunef HOT If tdaidh +daidei And she Fale 
. CELE Adzel O26 GALDHG ER fA 

yUrOL HANA YAY free 'nA (Cid) LEI det ads ddidy RABIN, :SANjUEe 
KEP ONG (BfefdF Y DE KRIGT If KEEP t Sead Ie Uae, A DigeDp fen ane 
GriglepeAy yr(D_ YF SP WT If KGAGE Gj LOK DONA HatTdp are tT If eetetf 
+8 SRF + GAUGE) qos DOG 

€ Ouadf yUdom Ne, SIP} OP | Ace AdFifok + ORUZAOPE HT If + dad? DHA 

:GYLPBT dyiP Lp ei Gl 42k CA (KipR) KGDRA 


tudAdPOGnLy Gof dpuk euf rang Sale CO BZ AARUYS he DZ 
HG |@OnGLZR f OGtOT If 

Ny fo yGoA (Rie +d SAS CO 2A (L SEL roe GH hg DZ 
LABEL AE LPCVOPAdh y4T if Clr AA 





193€  UtRS fb ynedé eT df fri fai . 
* Mohamed Séghir Djitli: Op-cit, p22. 
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HOST [Fl JOSEGUS | 21 SINGHEUR GE 1 GEUT AF 
UFR, AAFiHG | ANDES) ULE 
CBLY YGiof 


Probability of success 


legp 
+T ef +n 


Attractiveness 


£ df ydok 
Analysis of 
Opportunities 


lpfodz 


Probability of Occurrence 


lec 


K Gk yao T PoRf td afiz 


; Seriousness 
Analysis of 


Threats = 7S = \pfod2 





195-1945 USGe WED PT Ophea :foT OF. 
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HST [FL JOSAEGUS | 21 SINGHEUR GE 1 GET AF 


tuddd#2 UAdHGNg HidokKANIGag2 fof LDL PEAT df LIBIIT feb LHL KA 
OUSG njyPAKLDL4dzORf (KiRH) KGDRA ia OMAK ApORf E df LHAOT If 
. GEC FCACRS + GFR Uf + ZAK LAH WK 
OG IAW Hees + fo) Code LUABIOUICHE ogIkORf et edfA Kipp ef tz0qoa 
| UBA/T OLf+@T If +c READ IAF 1 fai +@T If + dalde Pip Ohitiok Dade 2 aur YA if 
COE KUG 1220 OT If ddbaripkt @ Ua )yaTf COL PUANIGEE PTR RET dz 


Gai AcyurT fAKLDOU SSL Pode MIDS Adz OT If +cdig :AINGEHIFO 
lel delj y4TKORIA Ghytd& Ce Alf OfLp@zkydtoGipet exbidiiak f Mek! DBA 
+@T if + of yEdz 4 Ost wal 4 ePUF KGa Ft Ge F +4 5G 


KRUO K Gk} nat id? OSK EET 'f U zn @T If tad? gE IEO 
yudaft@T If tdaidkl GAA UGA fF GT of Gk Ade Gexfy Li SV APE NB 
YUrDLPSOT If tafelf loin Lif OKLA | EAdag Ginyfokk Onf Af Of Pazk @ | AZ 
Ode O50 Kfi fort tnpfAdz 
OG |Ljt not} GRAF QLUY tnjpA LWedud2e +'G OS! OT If tdaid?: HAIREHIGEO 
€ edf LWAZAdddS 425 nef ObdiSANIR2 Ly! WPF GiodD5erik Off 2 aur If 
| Aca G2 aur 'f UPL} nfed sag AMRK Af OB GizR f+@T If }daidh LScHHORIA 
.Gigd DEF Dt Wa Ghitk 


tuCtod# 2 Aeb'f LE52 pAdF || eff D3RA neo +Gur A OS did? : ry EHIGEO 
+@T ft Gof CSPnAPA > Sf LeApLEenePR Dt pkGh2 T =A Gi 
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HOST [Fl JOSEUUS | 21 SINGHEUR GE :1 GET AF 


$ IOVHELOMPA6) LIE 


Luaté yf) Jara} 


daaualt tle age | ed Lal je lS 3d 


pepo 
ee ee a 


--4--- 


GH Uh AAG) Uh bent bis 
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HOT [fl JRAEGU: I 21 SNIHEUT GE “1 gg aE 
HibiiGie Uijtiz 6 LEL Sg CUEcpt SFRIK 


1 RU+@UT ruc sA LazferDDEn aGPF+@T If tdaidél GZOZSfRNA 
Dia |K DEAS A If ANDRA + fer cuit fer JRNA NEPA NigNJARf O51 @T If t dade y sek 
GP! O| Sf yAdp eSPEG heh 
Market Segmentation SNiE(K@UD lied - 
Lhidiet GFN ZSKGZGpI GOGH SA ft enR NN BAA f DYK2 od 
Netid?0] fAnGioyAT Af Lect Fr ddA NI AA Gpy+ eBay Lida Wh ADR de 
CO 'Lged Zh kK 
CenO ak} 255 fA DE LE lace OGHF 5A if LDEOr OS HB 2 BaF LZ 
Usa NS AL if Cerf JA UDitECA DIG CLS Gd GTDGAI H+ D265 A If 
tErAUl dE SSA Ul HOT If +daidh Gk GenUf IiANJL{hL. pe fag .U' ai Gir zn leat 
yur! DAtdD GY k Neds @O LE || !R\ Ged GGG YCigi AGORf + Gof 5A TA 
+OT f +d eaki BF SA If ANi2 it de A If LA CPDLAGHA.5 4 UF INL AAA 
Tade@ OoT Ody kNeds @O LE NGig 
(ST [El JRSIPHST |ENAYAESNG Sie +t HiDz- 
| UA Gi SRF 6 SAR dd BAA LGR GACIOT If tes DKS \06 
OHH ERAS || BZtnb ti Gij+ op fepAdy yUzR f HAGE IE SAR dz 
OURF 2 Updde 2 CAPA Dipiey | AGT If KGPDLfenfed? KGeeA KGG DiK IEE J 
. GLAM FAG 
GRUTK Ih ZA fodKEG@p! AAAnjIf etek! ndL} oGAf fefAde ORPR f OSLCES lite J 
YW As@J ZZ 


.278€ HB ynedzl 1 & Lhores | 
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HST [Fl JOSEGUS | 21 SINGHEUR GE 1 GEUT AF 


.2 rit dk5A |f yd/dARD Hp CADUUPA KG eR f yu Al BEACH! OHOKS 


KG wiz YoGt B+ aur If + getf Bak DHA act OF O51 omar} oar CUdeRE t ffoos 
OT fof LUZ HR ISA vttT ATP YL OHO RF 


HST |ENFYAESN 'iet e ac - 


> UT o! GADHOT fiefs A DKLEGAPA 63 fA UF BYR otieIpZ PTAA 
Ct OF 


2 QGhsauT fKEPPSA :] lohwT fey 5A | Dy kyo : 1 APSE ie HED 
tOT FKEPFSA | lot dg if +BHF YL oT !05 A If DAK Lyctal| ! UL plist fof 5A A 
Coa [AF Lib-cta| 'he UL Gd UF ote + REF SOGIROSIGT F KEP SA We Gs DEF 

L2Gif SOMIEU feda oT FKEPFSA || Qt @ x [OF ALOE Y{ o 


‘| SBBNGGE ic HED 

: DAEKIO DZ 

Lf COT FREPFSA * 
YEU! +OT FREPFSA * 
Y¥GDLOT FKEPFSA * 
:2 EKO DZ 

+ GtHOl FKEPFSA * 
.CAHDYOT FKEPSSA * 


.172-169€ UeeRS Mo ynedzeArad? 2A6p! 


96 


HOST [Fl JOSECUS | 21 SINGHEUR GE 1 GET AF 
:UNRUEKIO Diaz 

tzgedhy/Ppfi AR +@T FKEGPLSA * 

. pfode yAPHFT AR HOT FKGPFSA * 

‘hone DE 

LfZG] |f Lina HeT I KEP SSA + 

.Lfizgjee!f LfinaDHaT If KEP SSA + 

LftieoDnT If KEPT SA * 

Yipie LEf 2 Oli HED 

.U' feddf Lpn!GdiAt oT 'f SAR dHSL] oRf CEL MHI OT (KEP SA = 
J CApFE odf LF LpoGbYOT FKEPFSA a 

+@T f KEP lin LE LSGBHOT If KGPFSA a 

€ Al HREUNIFe Ol ie HE, 

+HUzftOT FKGPLSA = 

+@fenift@oT FKEPFSA o 

+ PIROT F$KGPLSA = 

+GAF HOT fF KGPLSA a 

afl ued4a@T f KGPFSA = 
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HOST [Fl JOSECUS | 21 SINGHEUR GE 1 GROUT AF 


CH FU ed4aT Ff KGPSSA o 

1 APZYTdf U' ed4@T f KGP! 5A a 
off... +0 2f W@PT If U' fedz! t@T f KGPSSA m= 
1 €qi LED Ol ie HED 

Ainif | u edivaT f KGPSSA m= 

(CBF Oaur ALR If | u edzyAZLiegA PU edbvoT fF KEP SSA a 
‘HEA GDfe Ol! ie SHE 

+daf KGTR BMT FKGPFSA = 

+O KGTR ABMDT If KGPFSA om 

+Huzf tl EKER d4aT f KEEPS SA = 

+T CF KER ABMDT Hf KGPFSA om 


tug#OF SAT Gai |KOUSD BDUEEGdLP2ADORPR f + dGcaHAKNIDoU de Lp 
2 fri ESA If loyAT Af ANDHA WOT F KEP +OT Ff 
URAE lic SHEL UID Z 
> UL Uf || BK eK Ga UOT feeFsA BKGIP LatecaOry 21 Uf fe 
Rua RET KOUSG rig ZAG UF Gi cee AU+OT fo OAT UF GOFAKLDY nfAf LIS 
SAM Git |AtenkAND 3 BARE LH2 pif LPGA.4+0T !f + aaBEAGT AF KG HER UF 
KERA KES yk bat Af + HER UA G if 2 Gkynf Lode GerDi 'ot OT if eee 
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HOT [fl JEU I 21 SINGHEUT OE “1 GREUT AE 
i daz A If OGRE 2 A de Gnif oGPf LDGA. LADY de LYK GAdad ap AD ZAdadz 
+ OG CACTI GeFAKLD St di GenUf ADenDDHg Ng 


foif | loetp NAPKLD WT If + daldy AiPK ORF 2 PR APSA |f Gn yNil tects! UES 
OZER Kt nel laff ebp2 Prk dé nif || RYN A Atay ATA PAR Nd of KiB 
PNY OHS tlt & CPOYSLAZeN ANNA BT SP 


YUNA (by Aja? 04K 3 AR AYP LUGE LUZ SCP LackryNiIGA sHSIES 
AR PAF 2  DbyAtolipRoy fad GokNydai Hf ea If AAR dycak Lec 

CUSHOT fGefsA Lp2 oR deSA |f Gn LB fooGzay + doahpy |G NBR 
4OT KEPT BAGaF t AT PreAk Eek 

ADUdG UMD AKIG } doMXeTMAS ADCTRKIGDGA Gilt SGA :he Fa 
.U (be Sf) BACHII@T If tdadeaA Le froGk any dz 


| UGEAB NPS YUP Lp !RA Uf +fenRF ADL RF ett ALK Dy 6] !R5 GoRA 
+ OGf ULCTH 


Ouaf etuinOf LD DigetinGF Lingiin sepLT BeGedF lef Egy |4: HiME 
GORE ADGFADZ & Lptdalit ou fA @eSEhLAK Ohio Ped 925 


SAM f eur pdzéun vit FET YPEROLDLDY ndfinif eGedf se JESHIAE = 
.2 Prt dé 


HOT f HAGE LE ZORAA Ane BY Ger(DepdLDy no finif Ged LY DD 
Lfzd21at KN2d @O LE GioyAT Af LUZ 


35.2 60 3 Gus ase st GZ yAd 
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HST [Fl JOSAECUS | 21 SINGHEUR GE 1 GEUT AF 


(Weg FOHORHEST [FhoiP/HESNY | 2 HOT [EMRE NGG 


Positioning 


HOT If HAGAN + Gop ATTA fio ANH OT If tad et Gu A fiom pT | de: 

yu Ade fu diokJolibert ADubois 2 cuz Wudad? GP! Ch GR yAdP e@zk yrfDLHz 
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(17) GUE 


£ @Tk - ydov 


+aef WIGelf - ee : (dap ODYp 
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Source: Mohamed Séghir Djitli: Op-cit, p24. 
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<GNGZ 
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eGo Rg, f yGaF WAL!] o +A fiewtte ABT A YAY Rad: LAH 
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YARUETT SpUEY NI 
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KGzAk fk! Ufo Abcidaf RGAE | A EP If AD\RF lefpePcl lad Dat a 
.Cidef 
Nadé LE IG 2A || DEAR LL} MPA yUP LHZPnIf | 195 GY RF yYEe LIG GET OB 
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lpitan ANSE TRF Ugt todf] Baek izSyA pp ePiGtapy YAA yigZU | dozt RNID 
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Quality Control YQUENGED 7 
Da |!f FANT OK RADI Ade CELIPNDHD> 4 ADAPNIf AAOKLH# OAdF IPNIOS 
Kotla Wt doe GhadzOrf WALf + OadyTIP NE Ce GK yaeA FRA NGF hfe HZ 
+FET of YOGT Of GnbKogPR A. ¥Azif LE apap 2 THE einif CAK Lz 1OZdF IAN 
(Gia nRge yi An | cea ge yy C51 geet 
AGE OUF KGRF 
VAN KG e 
+O0e | RIP 
Went | aI OHEP. 
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Kot DES ZsREPEIPn, Dp DSO KEES FZ Kfe GHz GiKkfeU NEE 
KGEE ADS Rip 22 OLE AA. yAODKFeRPUT NRL AMELF DED/AT o! + Adz#f Leaf 
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PATIGR 2d dF L] off 5 Gok Ipea tap 2A 
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+0 Sh lewianpeay | AAEAA AN |f GN BL G2RCs PREF | D2dF NIK AA 
| URZUGeRY Ud LPFZADYAE Geb LEN 2AChb !ot Sor QUEEPIA! GDF KGRGRZ 
CURE QaoF DEL PApnD AO RUE Fett OCA Loin Gu Uiede 2 AGRA @T If + DZAF 
KGdagr Lid hi def Lud REZ Da, BET WAnif ecaiA GE WATS frinipezy Da 
Liha KGinigiA yD Af Lind|Meicip+ A Cae Af OOM) ea chee UGE HU 
:CONK§eGaft GAGu O5+B2dF INOSIPDADIY ODL whieGldffede CAF 
.Product design [itv Rf +p e 
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Product Conformance +|K@d#t(p 
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LhdzpAun!f leffgN) do DT A GZADHS! } GL GMKIR! PRE + ZdF |RNifEK 
Liogizf Feu SUF Dey O + oeky pai 1 RPA nally Koz yAo C5! LédIaK eK 
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(6G | oi GHEE WRK AF OSDRAYT 4A DFA DREETLITK! ABE OKK GHZ 
KfeGite eFOk O6G COP n|f KGa GRD DBA .hUGtn|f + CEDEZA [EGA yoda GK 
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Lydaf ¥ OT LAn|f Lib oki 'ot delif O51 GbGaFdES 
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Fey SHOUT + LP | AegeRf yP LHF4 GD Ghd PREF t ZA INK Aa 
leuolf leGinkAt Uda pz DEG UQOS5GR Uchode+ 3 Saf KGICT If tnidAepyy 
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CHEE RUF Nia OG yekiqae G AT PA 


66.£ U995 Genpf ikefeafAt Actié lef UarnUF tc ieet + daide Lipsn|f FAB : OnAdF Letipp! 
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OURF +UDBZdBK AD DZd¥+ LD @ HUifeldHofeds F leGs ON HBF yofed# Lb 

Gide UB ridokt AGde [pin |f Dep DEfEAKS +2k yofedyhs TAG HofedK] & OnpUsgZ 
KGnkgzgylP LHX n|f $ GoKANA || OkTd2 ANIGINA = 42k yofed || Bagtay LDLotLj 

> Utzk YUNOP@E AK yofedéenday d + /KB'f yofedk Lb. Gk yhaidaf KEAK CHAZ 
LPN lefigekyofedd PIMP y4THA UpinGs BGI qaatP KG ade KG og 
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YARURE RSE UERED Z 


Ofpgtbzd7}| | K@ozb2zdz fat OZdz) | thped#OZdz 
+ aldf LANE lAnif lAnif lAnff 
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KE nA AU nf LIB, OK OSGRAA LOE off Y OGUF + GREER Win if + hfed# Dz CE 
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O2G dif yudif | BAK eeHz DZck ffi (PRIIATR + Of Lin|f lofigk cH fee 
yIpC@PUF LW GAYA Cickif Cer OU adie de Lib oRf yDLWH cif 5 eSylP LWa+eg yA 
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| OT |FUUYE! 2 YRLEENI DZ 
Bef i RAAUDS78 Di OS'R'G? L{iZql BAC edHRF LTA OG KYA IF 21% 
L6G! yABF ORE CBtdaur fin) KH uyaLDZOATF +@T If dafolf OSROASF yoliqde NB 
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+Caf OT If KfeTadb Zk dé Lf} oRf C5404] !RenipA UWfADedHS> Ef LU2ZHD 
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YAUT Af yril UPAR yfA0 led GP OigS! OT If KEP iRij OBA ytd? U @df 
 LIGSUAY ofe\G2ALTA UEREZ/AT off 
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A ADIPEA Gold. A GALir fA Lifted ar fe ot + Aad peo BA Ack GR 
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Performance requirements HEHEL FAID2Z 
tneb yoxF2O YT Eh yabf Ge 3 At dé FSAAA IGKEONIOYA CAF K GOAT 
OGZ Gu of aAdT dG GEZGE K GBIF IAN} HBNCH KG GREK GOIGF IAN GZ 
ofl ya GINKGO IAA LE 421GE 427A 
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IRINFUZHS YT oA ae G e tnebl HAGE Lilzneb esDyfok K GRIGF IRNILb 
Gf Lb. ya4f yipLpaaAd2s Onpl| IRA YGF yipL pte cel2s GK EH 
Run Nf DaDAyGA OsbAF G ef LHZHD neh yaolf Coz5t IGednefhik GIG} lity 

G@ Of GehezToL) yaef LEK GDI 
CoPULI AZ LOST fri Pf KEDZAG UZ a] KLbaedaidf lefio fist A 
fipt Ue UP edu BA GE GRAADY sek HAC FAG62 AT AF || IRLDUEGID 
AdUOK AY OLG nf AK LYLUEhS REF KGIHA CRU KGRIN2GOR Gin) LepUF NIAK 
yudg + ido Lida dia yaoi Yar ed nethuphnAdzerPUy IRNIK LG fro! GU; K GOK 
gi UA} DotA} BRP yi tite || Cipy ale LE K Gad 
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Nit @YZT SGRdiinplatad kK EPH yEdDSenif Diat ULGU; K|fo GE 
Kffizk fi SUP y 5 Gt KOSIPAN|f NERY Bf CARD ALIA Udi ADO hyREA yurP LUZ 
22uIDL idk +U cP Ain! Cidaf KEfep KEAKT GK EHF ORF KERHF KGAA 
REZ K THOR DRBfep yiiP LHalEi cA Berry NIMBELY Gd NIOSK dzOe KU 
MAzPYGE LudReGs GDA GPF An LIRYRE ZU GEL Canjet2a 
LfevoGe UGGE yDEBb GGG, fedae] @LHayendORA Gi PUBRALIGE AD az 
Process Quality K@O#f (On GAL Gif }@GLPz fehl BEEP yYE&dHSiy}f Lp 
OuStU GME KR yee! LARD AG-AS DiFB|| !RT 'qt Ser qIDutcome Quality NGF ANAU 
Gi GoAf AU NiyGunGt cRPYF FLT GAT GA UI IE yeobef Cpa OR || BON} cRPYF Lon faliok 
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GAR — GEUF =1 EP IF Lp : Of 
The Gaps Model L &USqEt FAIZ 
And +8 delf KGiadeE TR GRidzZParasurman, Berry, Zeithmal LH¥+ eA) 
yu of | fefp LvwAnds ANI cRPYF Loin = GPU ZOO, GU eho LD TH efalyt Pi 
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KGade Lptetp KEGp are || !HA WtpLHdegeT yA [PAnif Np Tae | Caaf Fay 
yids USASOr & Gd NIK Cd chek LEGEND! FT If KGAdE Githh pat Opp yf 
Yillo 2 Riolf Ad Ser Ube pa! fOGoy ANT Igdatidalgy4nsT Gif KEDIAE 
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WOUT If HPI LAN enipk2 & (27) y#THf OBL pabANIGE Lukdlif Cur Adt G16 OS 
Caldzi Mi POOBA If Gnif GauU' @dpt OT |f +cePDynfediss Aa? Gnif Bat & 
+GT PTY KGnGoUAU' Gu dbY G7 If leu DNS ON ae EPIGUOT If elf 
}UINKLD.A@T |f +a EGeRs $ GA RF} OTLRE AKG CONT Age EIKUG RA 
Kfefell| f+ DAME Nid eP nj Le-eplF+@T If +ePIGEMO ZKOR+OT If +P Ff 
HGP OSGi ekU' @dF KGAR 5 GY Rf leffok GfefoL hUGT If +daIgBEAD AS +OTIA 
+ UCD Eg | A G nj Gg fiz +@T if + dade Gitte ORF LANIF KGL fiz | aap Kfefel!f 


' Pierre Eiglier: Marketing et stratge des services, Edition Economica, Paris, France, 2004, p.75. 
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(eG KEZUA CCAP 1@T f KGPIG? feral! + auif +o Wao ota CLAS 
LDC de. Ap Ae GF frANiLgGa4 dd (3 Age ADeGdF LE cok dé} ofp Lpedow LZ 


www.Pharmacorner.com/cat/product.asp?ref=67.+0f 'f L¢2 yAdz 
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Marketing", 2" Déusdéot UgPSG UBDRIY DG G-pT OZ 
Pettigrew. D, Turgeon. N "Ed, Mc Graw-Hill, 1990, P.87. 
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Mourice Angers: Initiation pratique a la methodologie des sciences humains, éd Casbah, Alger/Ceq-Qubec, p.58 
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Abstract: 


The present study covers the role of marketing in the sector of health care 
from the consumer’s point of view. The significance of this research lies in the 
vital role played by health care in the developmental effort of Algeria. The 
health services are herein described with a determination of their marketing 
features. The Importance of the provision of health care services to patients is 
equally analyzed. Subsequently, the study broaches upon the role of 
marketing and the variety its level as witnessed in this type of service. The 
dissertation proceeds to broach upon the concept of quality and the 
determination of its main component elements in health care services. The 
problematic entailed the recourse to field research, which was implemented in 
"Clinique des pins" (a private hospital located in setif).The research stars 
with the hypothesis that the quality of health care depends upon a number if 
variables in marketing Mix, so that research was conducted on ,marketing as 
an effective tool in the implementation of the desired level of quality in health 
care. Our focus was on determining both internal as well as external, 
marketing elements: that is, on external and relational mix ,marketing as 
variables contributing to the improvement of health services quality then 
consumer satisfaction and ultimately polishing the Organization’s Image to 
foster its competitive edge. The basic hypothesis was that ,marketing makes 
significant contribution to the amelioration of health care quality. 


